03/05 



CO 
CD 

Urn 

ZD 
D) 

LL 











£L 


RIPTS 


§| 




rules: 


ESTAM 
ING 


O 








SO 








cxior 






3 












< 


1 



L 



04/05 



I 1 ' 



IK 



Figure 4 



AGENT PROCESSES^ 
CALL 



TIME DISPLACEMENT PER 
PANEL LOGGED- 



"CALL COMPLETED - 

••••• iV, 1 ":- _ 

- DATE LOGGED- 
.-VOICE RECORDED 
-VIDEO RECORDED 



7 OA PROCESS 5 ; 

i RETRIEVE RECORD 
RETKI EVE AS R tTEXT 



DIVIDE VOICE/VIDEO 
INTO :> 
PANEL-LEVEL SEGMENTS 



EVALUATE LOG RECORD 

; TO DETERMINE > 
EXPECTED ASR TEXT BY 
PANEL V 



SCORE EACH PANEL AND 
OVERALL SCORE 



TAKE ACTION BASED ON 
RULES 



40 



42 



44 



46 



48 



50 



52 



54 



oorur i u^viruirvmoe uoniu orcein rvcyuoiNi I > I 

INV: MARK J. PETTAY 



05/05 



64 

_2l 



CALL CENTER ACTION 



Is 



VIDEO 
RECORDING 



70 



62 



56 

Sx 



ASR DEFINITION 
INTERFACE 



VOICE 
RECORDING 



it is 



LOG RECORD 



66 



72 



sL 



DEFINE RULES 
BASED ON 
SCORES 



60 



id 



DEFINE ALL 
TEXT TO 
EVALUATE 



DEFINE 
EVAULATION 
CONDITIIONS 



REVIEW CALL 
DATA TO BUILD 

EXPECTED 
SPEECH LIST 



7 

58 



COMPARE 
ACTUAL TO 
EXPECTED 



Figure 5 



GENERATE 
SCORE 



74 



76 



80 




IT 



E-MAIL 



AGENT 
FEEDBACK 



OTHER? 



86 



Data Store 
of 

respective 
interactions 



600 



Outpi 
Signal 



616 





^/602 






^604 




Duration of 


Processor 




Given Interaction 


M 



Expected Duration 
forgiven Interaction 



610 



Duration for 
Interaction in Given 
Category 



Data for Given 
Interaction 
(ANI, DNIS, Disposition, etc.) 



Data Store 
for Categories 
of Interaction 



-608 



Data Store 
of Expected 
Duration(s) 



Category to which 
Interaction is Assigned 



Category 
Assignment 
Process 



606 



Figure 6 



